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RESPONSE OF UNITED STATES POSTAL SERVICE 
TO INTERROGATORY OF DAVID B. POPKIN 

DBPIUSPS-204 Please refer to your response to DBPAJSPS-142. [a] The two 
versions that I have seen were both in English. Please reevaluate your response to 
subpart b. [b] Please provide me with hard copies of all survey forms. 

RESPONSE: 

a. The original response, i.e. “[o]ne version is currently used for residential 

customers,” is correct. Without seeing copies of the forms to which the question 

alludes, it cannot be determined whether such forms consist of a retired survey 

form that is no longer being used, and/or a local survey form unrelated to the 

Customer Satisfaction Measurement System. 

b. A hard copy of the current U. S. Postal Service Customer Satisfaction Survey of 

residential customers is attached. 



U.S. POSTAL SERVICE CUSTOMER SATISFACTION SURVEY s 2 
To he completed by an individual knuwlcdgcahlc ahout the Plcasr follow the steps h&w carefully when compluting this survey: 
howehold’s mail. Please base ycnwmwxem only on your * Use a blue or black ink pen that does not soak through the paper. 
kousddd’s direct cxpertence during the part 30 &y,v not on * Make solid marks that fit in the response hoxcs. (Make no stray 
what you’ve heard from others. experienced in the workplncc. marks on the survey.) 
learned from the news, or on experiences older than 30 days. 

a. Consistency of delivering mail to your lowion within a v 

half hour of the wmc time each day .._____.__._............................ 0 

b. Delivery of mail to the correct address 

c. Delivery of mail in good condition .._._______........................,.,,.,,,,.,... i 

d. The length of time it usually takes a letter mailed in your local 
area to hc dolivcrcd in your local area c] 

e. The amount oftime it usually rakes il letter mailed in other 
parts 01 the country to be delivered in your local BW 

1. Providing products and wrvices that are a gaxl value for lhe price : 

g. The security of First-Clns~ mail (that your mail will 
rcmam unopened and safe from thct7 and loss) .._..........___.._........... q 

q q q 

q q q 
q q q 

q q q 

a. Received mail intended for a different address .............................................. 0 0 

b. Received damaged mail ................................................................................. q q 
e. Mail sent witbin your local l m, which took more time to arrive than 

you thought it should ..................................................................................... fl [7 

d. Mail sent from other parts of the country which took mow 
time to arrive than you thought il should ..... .......... ......... ............................... 0 0 

c. Letrr or package delivered to your home which ws letl in an 
unsafe place ........ ................ .... ........ .......... ........... ....... ...... .... ......................... 0 IJ 

1. Lost or stolen mail ......................................................................................... q q 

-I- 



i During theprrsr 30 &u’. how maoy times did you visit a post olfice for personal or household we&? (MARK ww ONE) 

q Not at all (Co to question M) q I - 2 times 0 3-5times q More than 5 times 

Based on your experiences during theposr 3Odays. please rate the post oflice you have visited most o&n on each of 
the following. (?l..AsE MARK ONO ANsWCR IV rumno AN -x- IN T”P *nRo,P,ATe Box lxl F(m Y..urH STATEMENT.) 

V-7 
Exc$kot “c$d Ge$ 

a. Waitingtime in line . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 0 Cl q 
b Ability of clerks to explain pos.tal products and services _....__....__....,_ 0 0 q 
C. Helpful service from clerks . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 0 0 0 

d. Courteous and friendly service from clerks . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 0 q q 
C, Convenience of hours when post Mice is open . . . . . . . . . . . . . . . . . . . . . . . . . . q q 0 

1. Stamp vending machines in working order . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Cl cl Cl 

g. Availability of parking et the post Mice ..__........................................ 0 0 0 

h. Range of services available at the post &ice . .._.__._....................... q 0 0 

Doring post offkc visits in the past 31) @vs... 
(IF %o,* MARY THE “Nol AT ALL” nox. IF %s,” MAIM l-WE Mm ,N”ICATlNC: How MANY TIMI 

. . Did you have to wait in line more then 5 minutes? ,,.,,...__._..._.........,.,............ 0 no0 

b. Were you served by a clerk who gave e-specially good service’! . . . . . . . . . . . . c] Cl q q 
c. Were you served by e clerk who was unable to explain 

postal services or answer questions? _......,..,,,..,......,....................................... 0 cl cl Cl 

d Were you served by a clerk who was unwilling to help with e 
problem or request? . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . q cloo 

l . Were you served by a clerk who was discoutieoua? ,.,...,._._............................ 0 El 0 cl 

f. Were you unable to find parking near the post office? ,,,................................ 0 0 0 0 

g. Were you unable to get stamps when you needed them from a 
lobby vending machine? _................................................................................ q 0 D 0 

1 Please pmvidc the ZIP code of the post office you visit most &en. 1 

) During your most recent vldt to the post office, how long did you wait in line? 

0 No waitNo line 

0 Less then I minute 

Cl I - 3 minutes 

f3 4-5minutes 

0 6 - IO minutes 

0 More than IO minutes 

0 Don’t lolow 



a 
0 

) During the pas, 31) days.. 

e. Have you telephoned the Postal Service to get information? 

fO Yes i=! No (Go IO qwsdon #9) VW 

If “Yes:’ rate the Postal service on.. 
“xc+” G$ Ca+d F;! 

‘? 

b. Ease of getting through to a pernon when you phoned ,_.......,............ 0 0000 

E. Obtaining the information you needed ._.._.,.,,.......__.....,,,,..,...,........... q 0000 
d. Accuracy of the information you received _.._............_........................ 0 q oclEl 
l . Being served promptly by an actual person 

(not anautomated voicemenu) . . . . . . . . . . . . . .._.......................................... 17 0 q 0 0 

f. Where did you call? 

q National Serviw Center (Call Center) 0 Local post ofice 0 Other 

1 During the pus, 30 day.s. _. 
a. Has any of your household’s mail bee” delivered to a Postal Service post office box? 

f0 Yes q No (Go to quesdon #IO) MOR 
Not at Z-3 the”3 

If “Yes,” have the following occurred during the past 30 days? 
(IF *uo.” MAllY ‘IltE %lT AT ALL” Ba& IF -wp*1 MARI HOW MANY TtklFS.) G (7 “;” ““;” 

b Delivery of mail later then the posted time. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . cl000 

c. Received mail not addressed to your post office box. .,...__._.......................... q lJclcl 
I In the pus! 311 duyt 

P. lies anyone in your household completed a change-of-address card so that your mail would be fonvarded 
to a different address, including a tempomry or vacation address? 

f0 Yes q No (Go lo qurrrion #II) V-Y 

If “Yes:’ rate the Postal Service on.. 
Exc$lent G+xl “o+d F’;! 

‘? 

b. Prompt start-up of delivery to your forwarding address. . . . . . . . . . . . . . . . . . . . 0 q 01I30 
P. Delivery of forwarded mail within a reasonable number ofdays. . . . . . 0 

d. Delivery of forwarded mail to correct address. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 17 

1 During the par, 30 days. have you had any problnns with the Postal Service? 

f0 Yes 0 No (Go IO qwstim Cl 7) 

B If “Yes:’ to question #I 1. please describe the problem(s), in detail. 

Don’t 
Kn;ow 

i 
I 

cl 

cl 

Don’t 
KY 
cl 
q 

hn’t 
KY 
Ei 
q 

) Did you contact the Postal Service to complain about the problem? 

+-0 Yes 0 No (Go lo question X16) 

I How did you contact the Postal Service? (MARK ww ONL) 

0 BY telephone Cl l3ywrittc” El I” person 0 Email 0 By other means . 
c.3rrespo”de”ce 

) l’leaw rate the Pwtel Service on how well they handled 
V-Y 

your complaint in terms of: 
Ex$le”t “o+d Dc+od F+r PO+ 

. . Ease of reaching someone who could help. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 0 q oocl 
b The way you were dealt with. .._.__.._,,..,,............................................. q clooo 
E. Speed of response to your complaint. ,._...,_........................................ 00000 

Da”‘1 
Know 

v 

I : q 



) Would you like a Postal Service representative to contact you about this problem’! 

[7 Yes (Complnr the infomadon below) 

c 

0 No (Go to question PI 7) 

Your tidl nltmr: 0-p M,:,l,“,iU% ,h, W,,“, WI 

Yourdaytimephone:(~)~ 0 nwrcvcningphonc:(I))n 0 

Thinking about all aspects of U.S. Postal Service performance during the pas1 30 days. please rate the service 
you have received 

q Excellent 0 Very Good 0 tiood 0 Fair 0 lbor 0 Don’t Know 

Right now the only way to mail a First-Class letter is through the U.S. Postal Service. But ifthere were another 
mail service which you could use to mail a letter at the same price, would you switch to another service? 

q Definitely would switch q Probably would not switch 0 Don’t Know 

0 Probably would switch q Definitely would no1 switch 

Responses to the following questions will be used solely 
for research purposes and kept strictly confidential. 

Do you operate B business from your home? 

0 Yes 0 No 

Is anyone in your household employed hy the U.S. 
Postal Service or by a national company which 
specializes in shipping or delivery of m;lil or packages? 

0 Yes 0 No 

Please mark the one response which best describes 
where you normally receive your mail: 

q I d’ ‘d I ‘lb n IVI ua mau ox or mail slot at your residence 

0 Individual mailbox attached to a post at a road 

0 Mailbox or nuil slot Inside an apartment 
building or towrthouse complex 

0 Mailbox or mail slot outside an apartment 
building or townhouse complex 

0 InaboaatsU.S.PofifalSaviapocilo~a(P.Qhox) 

0 Rented mailbox somewhere other than at a U.S. 
Postal Service post ofice 

About how many pieces of mail with your address 
does your household receive on a typical delivery day? 
Please include “II mail delivered by your carrier. 
including lctters. hills, magazines. catalo%s. 
advertisements, and other mail. 

0 II - 2 picccs 0 Y - II pieces 

0 3 - 5 pieces I7 12 or more pieces 

q 6 - 8 pieces 

What is your age’! 

0 Under 25 years I7 45 - 54 years 
q 25 - 34 yews q 55 - 64 years 
0 35 - 44 yars 0 65 or older 

What is the highest lcvcl of education that you 
have con~pletcd” 

0 Did not complete high school 

0 Iligh school graduate/GE11 

0 Technical/Trade School 

0 Some college 

0 Associate’s degree 

0 Bachelor’s degree 

0 Graduate degree 

0 ~Post graduate 

Thank you for completing this survey! 
Your answers to these questions will be kept confidential and will only he used 

to identify groups of similar respondents for ritafistical purposes. 

Please return completed survey to: The Gallup O~ni7s1lon l P.0. Box 82572 l Lincoln, NE 68501.9573 

-4. 



CERTIFICATE OF SERVICE 

I hereby certify that I have this day served the foregoing document upon all 
participants of record in this proceeding in accordance with section 12 of the Rules of 
Practice. 

Anthony Alverr@ 

475 L’Enfant Plaza West, SW. 
Washington, DC. 20260-1137 
(202) 268-2997; Fax -6187 
May 4,200O 


